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the﻿misalignment﻿between﻿ the﻿old﻿government﻿systems﻿and﻿ the﻿demand﻿of﻿new﻿developments﻿ in﻿
economics﻿and﻿society.﻿Some﻿Chinese﻿coastal﻿open﻿cities﻿imitated﻿these﻿reforms﻿and﻿Chinese﻿public﻿
service﻿centers﻿began﻿to﻿appear.﻿According﻿to﻿a﻿news﻿article﻿written﻿by﻿Li﻿(2005),﻿Guangzhou﻿brought﻿
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Theory,﻿and﻿ the﻿empirical﻿ literatures﻿on﻿Management﻿ Information﻿System﻿(MIS)﻿of﻿ the﻿1980s.﻿
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with﻿ interesting﻿ findings.﻿Nevertheless,﻿ quantitative﻿ research﻿on﻿E-government﻿ service﻿quality﻿ is﻿
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Between﻿ inquiring﻿and﻿receiving﻿service,﻿citizens﻿have﻿ to﻿understand﻿and﻿obtain﻿all﻿ relevant﻿































an﻿ important﻿ impact﻿on﻿continuous﻿motivation.﻿However,﻿ in﻿ the﻿domain﻿of﻿government﻿services,﻿
service﻿subject﻿generally﻿cannot﻿be﻿pre-determined.﻿Therefore,﻿it﻿was﻿just﻿assumed﻿that﻿the﻿citizens﻿
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Figure 1. Research Model
International Journal of Public Administration in the Digital Age


















































International Journal of Public Administration in the Digital Age












Table 2. Sample demographics
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Table 3. Outer loadings of LV
MV Mean SD INFQ SYSQ SERQ SPES ACCS CONM
INFQ﻿1 3.904 0.909 0.839 0.609 0.604 0.581 0.581 0.597
INFQ﻿2 3.838 0.984 0.867 0.636 0.577 0.602 0.556 0.563
INFQ﻿3 3.824 1.000 0.838 0.620 0.518 0.542 0.500 0.520
INFQ﻿4 3.951 0.955 0.829 0.687 0.565 0.583 0.575 0.520
SYSQ﻿1 3.909 0.912 0.658 0.852 0.559 0.569 0.521 0.540
SYSQ﻿2 3.898 1.003 0.673 0.878 0.597 0.566 0.580 0.519
SYSQ﻿3 3.984 0.927 0.633 0.864 0.674 0.618 0.573 0.589
SERQ﻿1 4.135 0.939 0.543 0.590 0.839 0.592 0.550 0.582
SERQ﻿2 4.143 0.873 0.528 0.585 0.860 0.602 0.537 0.567
SERQ﻿3 4.005 0.962 0.619 0.595 0.797 0.505 0.474 0.499
SPES﻿1 4.126 0.885 0.569 0.590 0.644 0.883 0.673 0.624
SPES﻿2 4.044 0.967 0.621 0.594 0.568 0.870 0.586 0.596
SPES﻿3 4.099 0.879 0.601 0.581 0.566 0.856 0.607 0.600
ACCS﻿1 4.033 0.979 0.575 0.563 0.543 0.591 0.881 0.611
ACCS﻿2 3.973 0.927 0.584 0.557 0.563 0.650 0.901 0.639
ACCS﻿3 4.107 0.898 0.577 0.586 0.549 0.648 0.857 0.613
CONM﻿1 4.080 0.928 0.601 0.563 0.592 0.631 0.661 0.925
CONM﻿2 4.052 0.936 0.608 0.614 0.634 0.661 0.646 0.927
Note: The Means and SDs were calculated by SPSS 19.0.
Table 4. Correlation matrix of LV
Cronbach 
α CR AVE INFQ SYSQ SERQ SPES ACCS CONM
INFQ 0.864 0.908 0.711 0.843
SYSQ 0.831 0.899 0.747 0.757 0.865
SERQ 0.778 0.871 0.693 0.673 0.707 0.832
SPES 0.839 0.903 0.756 0.685 0.676 0.683 0.870
ACCS 0.854 0.911 0.774 0.657 0.646 0.627 0.716 0.880
CONM 0.834 0.923 0.858 0.653 0.636 0.662 0.698 0.706 0.926
Note: The number on the diagonal line is the arithmetic square root of AVE of the corresponding latent variable.
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Table 5. Hierarchical regression results
Model 1 Model 2 Model 1 Model 2
Block 1: Control variable ACCS→CONM(H9) 0.411***
Service﻿experience -0.198*** -0.057 R2﻿(SPES) 0.576
Service﻿category -0.052 0.049 R2﻿(ACCS) 0.584
Service﻿mode 0.078 0.059 R2﻿(CONM) 0.048 0.584
Block 2: Main effect f2(Effect﻿size)(INFQ→SPES) 0.083
INFQ→SPES(H1) 0.301*** f2(Effect﻿size)(INFQ→ACCS) 0.031
INFQ→ACCS(H2) 0.189** f2(Effect﻿size)(SYSQ→SPES) 0.038
SYSQ→SPES(H3) 0.217*** f2(Effect﻿size)(SYSQ→ACCS) 0.017
SYSQ→ACCS(H4) 0.142* f2(Effect﻿size)(SERQ→SPES) 0.113
SERQ→SPES(H5) 0.326*** f2(Effect﻿size)(SERQ→ACCS) 0.014
SERQ→ACCS(H6) 0.121 f2(Effect﻿size)(SPES→ACCS) 0.168
SPES→ACCS(H7) 0.408*** f2(Effect﻿size)(SPES→CONM) 0.188
SPES→CONM(H8) 0.400*** f2(Effect﻿size)(ACCS→CONM) 0.195
Note: *p < 0.05; **p < 0.01; ***p < 0.001
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Figure 2. Path coefficient and significance
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APPENDIX
Table 6. Likert Response Format (LRF) Questionnaire (originally distributed in Chinese)
Latent variables and measures variables T-statistic
Information﻿quality(INFQ)
INFQ1.﻿The﻿service﻿center﻿offers﻿precise﻿information. 41.748
INFQ2.﻿The﻿service﻿center﻿offers﻿sufficient﻿information. 63.687
INFQ3.﻿The﻿service﻿center﻿offers﻿up﻿to﻿date﻿information. 43.536
INFQ4.﻿The﻿service﻿center﻿offers﻿information﻿of﻿a﻿high﻿quality. 45.464
System﻿quality(SYSQ)
SYSQ1.﻿The﻿equipment﻿and﻿system﻿interfaces﻿in﻿the﻿service﻿center﻿are﻿user-friendly. 53.599
SYSQ2.﻿The﻿equipment﻿and﻿systems﻿in﻿the﻿service﻿center﻿are﻿very﻿easy﻿to﻿use. 63.005
SYSQ3.﻿Overall,﻿the﻿whole﻿system﻿in﻿the﻿service﻿center﻿is﻿of﻿a﻿very﻿high﻿quality. 57.847
Service﻿quality(SERQ)
SERQ1.﻿Staff﻿members﻿show﻿willingness﻿to﻿help﻿me﻿solve﻿my﻿problems. 46.154
SERQ2.﻿I﻿feel﻿safe﻿and﻿sound﻿in﻿handling﻿my﻿affairs﻿in﻿the﻿service﻿center. 56.419
SERQ3.﻿The﻿staff﻿members﻿show﻿great﻿interest﻿in﻿my﻿situation. 27.121
Specific﻿satisfaction(SPES)
SPES1.﻿The﻿last﻿time,﻿I﻿was﻿very﻿satisfied﻿with﻿the﻿service﻿center. 53.707
SPES2.﻿The﻿last﻿time,﻿the﻿result﻿went﻿beyond﻿my﻿expectation. 50.186
SPES3.﻿The﻿last﻿time,﻿I﻿had﻿a﻿very﻿good﻿experience. 49.893
Accumulative﻿satisfaction(ACCS)
ACCS1.﻿My﻿experiences﻿in﻿the﻿service﻿center﻿are﻿always﻿very﻿good. 50.921
ACCS2.﻿The﻿service﻿center﻿always﻿meets﻿my﻿expectations. 83.111
ACCS3.﻿Overall,﻿I﻿am﻿always﻿satisfied﻿with﻿the﻿service﻿center. 51.036
Continuous﻿motivation(CONM)
CONM1.﻿I﻿would﻿visit﻿the﻿service﻿center﻿if﻿I﻿had﻿similar﻿needs﻿in﻿the﻿future. 95.876
CONM2.﻿If﻿I﻿could﻿choose,﻿I﻿would﻿go﻿to﻿nowhere﻿else﻿but﻿to﻿the﻿service﻿center. 98.779
